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Art Unit: 2655 

DETAILED ACTION 

Specification 

1 . The title of the invention is not descriptive. A new title is required that is clearly 
indicative of the invention to which the claims are directed. 

The following title is suggested: Voice Service System and Method for Masking 
an Operator's Voice. 


Claim Rejections - 35 USC § 102 

2. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 
A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351 (a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21(2) 
of such treaty in the English language. 


3. Claims 1-5, 7-13, and 15-19 are rejected under 35 U.S.C. 102(e) as being 
anticipated by Polcyn (U.S. Patent 6,614,885). 

In regard to claim 1, Polcyn discloses a voice service system comprising; 

an interactive voice response unit for interactively dealing with a call from a 
human caller (Fig. 1, call director 102-N, column 3, lines 54-59), 
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an operator subsystem by which a human operator can verbally interact with the 
caller (Fig. 3, detail of the large vocabulary speech recognition system 30 includes an 
agent/operator management application 33, column 6, lines 19-23), and 

a transfer arrangement for transferring handling of the call at least in one 
direction between the operator subsystem and the voice response unit (call director 
102-N transfers the caller's response to central speech recognition system 30, column 
4, lines 8-18; which, in turn, transfers the response to the live operator, column 4, lines 
36-39); 

the operator subsystem including a masking arrangement for causing the 
operator's verbal interaction with the caller to be done through a synthesized voice 
whereby to mask from the caller that they are talking to a human operator, the transfer 
arrangement being usable by the operator to have handling of a call transferred to the 
voice response unit (the agent sends commands to the remote control director 102-N 
which prompts the user for additional information, column 6, lines 25-30). 

In regard to claim 2, Polcyn discloses the masking arrangement comprises text 
response means for generating text messages from the operator, and means for 
passing these messages to a text-to-speech converter for output to the caller (the 
operator inputs data through the agent terminal 15, column 6, lines 31-32). 

Agent terminal 15 is clearly shown in Fig. 1 and Fig. 3 as a standard computer 
terminal with a keyboard. The data entered through agent terminal 15 by the operator, 
therefore, must inherently be text messages. 


Application/Control Number: 10/005,909 Page 4 

Art Unit: 2655 

Furthermore, in Fig. 1, it is clear that the caller uses a standard telephone 16-N 
that conveys information to a caller audibly. The interaction with the caller is conducted 
through call director 102-N, which "operates like prior art call directors" and "conducts a 
dialog with the caller" (column 3, lines 54-58). The text messages entered by the 
operator, then, must inherently be converted from text to speech in a text-to-speech 
converter within call director 102-N. 

In regard to claims 3,1 1 , and 17, Polcyn discloses the text-to-speech converter is 
part of the voice response unit and provides the same synthesized voice to the caller 
whether the call is being handled by the operator subsystem or by the voice response 
unit (all commands sent by the operator control the remote director 102-N functions 
which prompts the user for additional information, column 6, lines 25-30; doing so 
eliminates the conversation of the operator with the caller and makes it appear that the 
call was handled without a live operator, column 2, lines 47-54). 

In regard to claim 4, 12, and 18, Polcyn discloses the text response means 
comprises a keyboard for operator entry of text messages (the operator inputs data 
through the agent terminal 15, column 6, lines 30-31; agent terminal 15 is clearly shown 
in Fig. 1 and Fig. 3 as a standard computer terminal with a keyboard). 

In regard to claim 5, 13, and 19, Polcyn discloses text response means 
comprises a speech recognizer for receiving voice input from the operator and 
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generating text messages (the operator inputs data through agent telephone 14 which is 
analyzed by speech recognition system 30, column 6, lines 31-34). 

In regard to claim 7, Polcyn discloses the transfer arrangement includes an 
analysis subsystem for analyzing the caller's inputs when the voice response unit is 
handling the call whereby to determine whether the caller requires operator assistance; 
the analysis subsystem being operative, upon determining that the caller requires 
operator assistance, to cause the transfer arrangement to transfer the call to the 
operator subsystem (if the caller's utterance is not recognized by the large vocabulary 
speech recognition system 30, which indicates that operator assistance is needed to 
complete the interaction, the utterance is transferred to a live operator, column 4, lines 
37-40). 

In regard to claim 8, Polcyn discloses a voice service system comprising an 
interactive voice response unit for interactively dealing with a call from a human caller 
(Fig. 1 , call director 102-N, column 3, lines 54-59), an operator subsystem by which a 
human operator can verbally interact with the caller (Fig. 3, detail of the large 
vocabulary speech recognition system 30 includes an agent/operator management 
application 33, column 6, lines 19-23), and transfer means for transferring handling of 
the call between the voice response unit and the operator subsystem (call director 102- 
N transfers the caller's response to central speech recognition system 30, column 4, 
lines 8-18; which, in turn, transfers the response to the live operator, column 4, lines 36- 
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39); the voice service system having masking means for causing the operator's verbal 
interaction with the caller to be done through a synthesized voice whereby to mask from 
the caller that they are now talking to a human operator, the transfer means being 
usable by the operator to have handling of a call transferred to the voice response unit 
(the agent sends commands to the remote control director 102-N which prompts the 
user for additional information, column 6, lines 25-30). 

In regard to claim 9, Polcyn discloses a method of providing voice services in 
respect of a call placed by a human caller, the method comprising the steps of: 

(a) carrying out an verbal interaction between the caller and a human operator 
(control of the call is passed to a live agent, column 6, lines 62-65); 

(b) at the instigation of the operator, transferring the call to an interactive voice 
response unit (agent enters codes at terminal 15 to call director 102-N to complete the 
call, column 7, lines 2-5); and 

(c) continuing verbal interaction with the caller through the voice response unit, 
the operator's verbal interaction with the caller in step (a) being done through a 
synthesized voice whereby to mask from the caller that they are talking to a human 
operator (the remote control director 102-N which prompts the user for additional 
information, column 6, lines 25-30). 
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In regard to claim 15, Polcyn discloses a method of providing voice services in 
respect of a call placed by a human caller, the method comprising the steps of: 

(a) enabling voice interaction between the caller and a voice response unit (call 
director 102-N interacts with the caller, column 6, lines 49-51); 

(b) analyzing the callers interaction with the voice response unit to determine 
whether the caller requires operator assistance (confidence level of speech recognition 
application 32 is checked, column 6, lines 62-64) ; 

(c) where this analysis indicates that operator assistance is required, transferring 
the call to a human operator (if the confidence level of speech application 32 is not high 
enough, control of the call is passed to a live agent, column 6, lines 64-65); and 

(d) carrying out a verbal interaction between the caller and a human operator, 
this interaction being done through a synthesized voice whereby to mask from the caller 
that they are talking to a human operator (the agent sends commands to the remote 
control director 102-N which prompts the user for additional information, column 6, lines 
25-30). 

In regard to claim 10 and 16, Polcyn discloses the operator's verbal interaction 
with the caller involves generating a text message from operator input and passing this 
message through a text-to-speech converter to output the operator input in said 
synthesized voice (the operator inputs data through the agent terminal 15, column 6, 
lines 31-32). 
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Agent terminal 15 is clearly shown in Fig. 1 and Fig. 3 as a standard computer 
terminal with a keyboard. The data entered through agent terminal 1 5 by the operator, 
therefore, must inherently be text messages. 

Furthermore, in Fig. 1 , it is clear that the caller uses a standard telephone 1 6-N 
that conveys information to a caller audibly. The interaction with the caller is conducted 
through call director 102-N, which "operates like prior art call directors" and "conducts a 
dialog with the caller" (column 3, lines 54-58). The text messages entered by the 
operator, then, must inherently be converted from text to speech in a text-to-speech 
converter within call director 102-N. 

Claim Rejections - 35 USC § 103 

4. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

5. Claims 6 and 14 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Polcyn, in view of Galvin (U.S. Patent 5,874,939). 

Polcyn does not disclose that the text messages output by the speech recognizer 
are passed to an editing console of the operator subsystem to enable the operator to 
check and edit the messages prior to output to the text-to-speech converter. 
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Galvin discloses a method and apparatus for allowing users to input text via a 
speech recognizer. Text messages output by the speech recognizer are passed to an 
editing console of the operator subsystem to enable the operator to check and edit the 
messages (when recognized word has not been recognized with a predetermined 
degree of accuracy the most likely candidate is shown on a display; the operator can 
then enter the correct word using the keyboard, column 4, lines 49-54 and column 4 line 
67 to column 5 line 3). 

It would have been obvious to one of ordinary skill in the art at the time of 
invention to modify Polcyn to pass the text messages output by the speech recognizer 
to an editing console so the user could manually correct any inaccuracies generated by 
the speech recognizer, which would increase the accuracy of the speech recognition 
process, as taught by Galvin (column 4, lines 46-48 and column 5, line 46 to column 6, 
line 1). 

Conclusion 

6. The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. Stuart et al. (U.S. Patent 6,243,684) discloses a system in which 
the operator uses a speech recognizer to retrieve information requested by a caller. 
Bruce et al. (U.S. Patent 6,539,080) discloses a system in which an operator releases 
driving directions to a caller using a text-to-speech converter. Chaves (U.S. Patent 
6,510,414) discloses a data entry system that recognizes speech from the caller and 
allows an operator to edit the data. Vrieus et al. (U.S. Patent 6,397,187) discloses an 
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operator terminal with a speech recognizer for recognizing the operator's speech and 
automatically returning answers to a user. 

7. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Brian L Albertalli whose telephone number is (703) 305- 
1817. The examiner can normally be reached on Mon - Fri, 8:00 AM - 5:30 PM, every 
second Fri off. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Talivaldis Smits can be reached on (703) 305-301 1 . The fax phone number 
for the organization where this application or proceeding is assigned is 703-872-9306. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 

BLA 11/2/04 


^USAN MCRADDEN 

kHIMARY examiner 



